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Q3
2000

Customer Satisfaction (Index) 83.5
Satisfaction 86.4
Satisfaction Compared to Expectations 82.9
Satisfaction Compared to Ideal 81.4

Overall Quality 86.1
Overall quality 86.1

Prior Expectations 81.1
Prior Expectations 81.1

Sample Size 246

Accessibility 81.8
Simplicity of Phone System 82.7
Availability of Representative 81.6

Professionalism 87.7
Friendliness of Representative 88.4
Willingness to Help 88.7
Understanding of your needs 86.8

Helpfulness 85.8
Ability to Answer Question on First Call 85.3
Thoroughness of information provided 85.1
Accuracy of information provided 87.7

Customer Complaints 1.6
Complaints? 1.6

Use Again? 90.9
Likelihood of Using in Future 90.9

Recommendation 91.0
Likelihood to Recommend 91.0
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Customer Satisfaction (Index) 80.5
Satisfaction 85.7
Satisfaction Compared to Expectations 73.5
Satisfaction Compared to Ideal 78.3

Overall Quality 87.2
Overall quality 87.2

Prior Expectations 76.0
Prior Expectations 76.0

Sample Size 239

Availability 92.8
Availability of Student Guide 92.6
Promptness of delivery 92.9

Content 82.7
Ease of finding what is needed 81.7
Thoroughness of information 83.8

Helpfulness 84.0
Ease of understanding information 84.9
Relevance of information 78.8
Accuracy of information 88.1

Customer Complaints 6.3
Called because of any confusing or unclear language in Student Guide? 6.3

Likelihood to use Student Guide 87.9
Likelihood to use Student Guide again 87.9

Recommendation 91.5
Likelihood to recommend 91.5
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2000

Customer Satisfaction (Index) 69.7
Satisfaction 75.6
Satisfaction Compared to Expectations 66.5
Satisfaction Compared to Ideal 66.3

Overall Quality 74.0
Overall quality 74.0

Prior Expectations 62.6
Prior Expectations 62.6

Sample Size 241

Accuracy 79.3
Accuracy of Statement Balance 79.4
Accuracy of Info on Past Payments 79.5

Timeliness 74.9
Consistency in when you receive statements 77.3
Amount of time given before payments are due 72.8

Content 79.5
Ease of reading the statement 81.2
Sufficiency of information provided on the statement 77.9

Customer Complaints 26.6
Complaints? 26.6

Confidence 77.0
Confidence about accurately servicing loan 77.0

�����)�����4����')



���� ����	 ���,

�
�
������������������������

�����������	��
��
���������������������������	�����


��
�������������
��
�����������������

����
���3)�&
��
�'�;���� 
�
�'� ����
����

��������� 74�3�
6��"� �&����-� ��$����= � ���� @5%2�
6��"� �&������������	 
��	 &$���
� @5%:�

 

�
���
����� 71�4�
���
�
����&���������&�"���������
� ��$���
� @@%0�
6$�"��������$���������������� &$���
� ����"�� @.%;�

 

�����&�����)��))�������(��������)

#�������

6��"� �&��� �����$�����&�
� ��$���
������������$�;3%.����@5%0����
�7" ����%��
����������" �� �����"���� ����


 ���
������������� ���������%��=�������
�
��$��7" ��&�
 ��
��������������' ��"� �&����
� ��$����� � ���(
 �������' ��"� �&��� ������$ ��������� 
��� &$���
(%��
���6��"� �&���$�������� 
���������
����� ���$� ��
"����
 ��
� ������8<%:9�������$� �
��"
��$���- ��
� �������
��������&�
��
����������� ���
�������
���$������

 ��� �:��������$�����$������"������&���
"������ �$ ���� ������� 
����������"
��$���- ��
� ������
����%


���������������$$���
� ����������&����
���� �������6��"� �&%��,�������"�������
����
�
"���
����������

 ���� ��&���������
���$���������������������������

#� ������)���

��� ���
��������$���� ��"� �����������

���������/��
���
������������	��	
���

�0�����������
������	������
�����0��������
���������������������������	��	
���

��� ������������������
��������������������
����

2���&���))

��
�������
�� ��������
�$�����

��������������������
� ��$���� ��@2%5�8��$� �������@.%@�� 
��7" ����9%��
��

�������" �� �����"���� ����
�������
"���
���� ����������
���"�����!��$������$�����$ !��� &$���
%��G���� 
�������� ���$� ���83%39� ��� ���� �����&������
����#� ���$�����$�����������
�$�����

���$���������"���� ��� 
��
�������$� �������"
��$���- ��
� �����#� 
������ 
������������ �������$$��� ����%


������� ��$���
���
�
������ ������� ��������$����� �����"���
����
��� ���������
� ���
�������� ������


� ��$���
� ������
�����#� ������������$������$�����$ !��� &$���
�

������������
����
�������������
����
��������
��������
���������������
���������
	
����� ��

�0�����������
������	������
����

�����������������������
�����	
�������������
���������������	���	�����	
���������!���
-�

����	����
��������
���
�	���	�����
���������	�-��������.���������	�"��
��!��������������
��



�
�
������������������������

�����������	��
��
���������������������������	�����


��
�������������
��
��������������������� ����	 ��!�

����
���3)�&
��
�'�;���� 
�
�'� ����
����

	������� 74�5�
, 
������� ���������
� ��$���� ;3%.�
-"��������&���������$ ���������������������
� ��$���� @@%5�

 

	���
������ 77�$�

����������� ��"�� ��"� ���&�
����������� �� @@%<�
 

(������


������������������
� ��$����� 
� �
��������@5%:#�$ !����������������
��
���������$�������������
�
��$���%


����������" �� �����"���� ����
� ���
����������%������� � ��#�'
"��������&��� ������$ ��������������������

� ��$���(��
�����7"�
������������������
��� ����%��
��
���$�������� 
����������
���$� ��� ��3%0%��6�

�$�����$�������:������
������������������$���������"���� ��� ���
�����������������"
��$���- ��
� �����%

��
�������
�� ��������'� 
���� ��� ���������
� ��$���(������&#��"�� �������������
�������������
� ���������

�$�����$����������
� �� �

�0������������������
�����+��	������������

�1��������������	���������������	����� ��������������
��
����

��� �������	�������������

(���������

=�������
� ��� 
!��������������������&� ����� ������+�� ��$������ �,�"� ������
� ��"� ���&�
��������������
�� �%��-���������� ������"��������

����� &$���
#�$ ��� ������������� ���"��������$ ����� ������������

�����������$ ����� ��"��� )�
� ���������
��� ����� ���
%��
���
���������������������
�
������������� ���
������



���� ����	 ��!�

�
�
������������������������

�����������	��
��
���������������������������	�����


��
�������������
��
�����������������

����
���1)

�
�����	�����
���
���(����





���� ����	 ��!�

�
�
������������������������

�����������	��
��
���������������������������	�����


��
�������������
��
�����������������

����
���1)��
�����	�����
���
���(����

$�����&�(���&�)���)�����"�����')


���+���������
���� �����C� ��
��$����� 
�����
����������
��
 ��
� ������
��������@0%5#�����
������&����$
����������"
�$� 
"��$����������#��������"
��$�����$�� ���
�� �����
������3D%@E%��
��������
��
������

��$��������
�	����

��� ��
$#��������
��$���� ��#� 
��"
��$��
�� ������� �������������
�"����
����� ��
$����&�����
� �� � 

�
��������$�������������
���� ����������

%���6
����������
��$���
����������� 
�����

 
!��#�'����������

��� �������� ��$�������
�����(��
�� �������������
�� $���� ��� �����"��
%��
��
	����

��� ��
$���$�������� 
����������
����� ���$� ���"�����"
��$���
 ��
� �����#� ��3%;#��"����
���� �����&
�����
�������"���$ !���$�����$����������"��%������ �� ��� ���"
��$��
������ ���������$��������
� ��������
���

�
#�'"����
� ���������&�"������
(�8@@%39%

���
���� �����������
�� 
�����
�����������
����� ���$� ���"�����"
��$���
 ��
� ������83%39#� �����������
�


�����8@2%59#������ ������� ���������
����$������$�����$����������
� �� %�����
���� �����������
��
� 
��$��� ������� � � �� �����&��� �������
#�������
��� ������$
#� ��������������������� &$����������
%�������
�� �������� ����"$���"
���� &$������ �
� � �� ���#���� ��� �
��� ����
�������
� ������� � ������ ��������

������
%

����
�����������������	
���������(���	��
��������������	����	�
��
��	� ������
��	����
	
�

�����
����
���������	�������������� ��
�����	
����������
���������������������� ��

6�� 
������������� �������$�����$��������"���

� ������
��� ������$
�8@<%:9

� 6� �� �����&��� ����
���� �����������
�8@D%.9

� �����
� ���������&�"������
�8@@%39

� /" �����.>.<<<�
�

/" �����0>.<<<�
�

6�-��-����� @2%5� @0%5�

����������� @;%0� @;%5�
����$$��� ����� ;:%<� ;0%2�
�"
��$�����$�� ����� ��� 30%;E� 3D%@E�
 



�
�
������������������������

�����������	��
��
���������������������������	�����


��
�������������
��
��������������������� ����	 ��!!

����
���1)��
�����	�����
���
���(����� ����
����
2
3
�
�
#
(
�
��
=
�
�
�
&�
;
��
��
��
�
��
��
�
��
�
�
��
(
�
�
)
�
&�
�
�
��
�
�
�
*
�
�
�
)

C
U

S
T

O
M

E
R

S
A

T
IS

F
A

C
T

IO
N

(A
C

S
I)

C
U

S
T

O
M

E
R

S
A

T
IS

F
A

C
T

IO
N

(A
C

S
I)

P
E

R
C

E
IV

E
D

Q
U

A
L

IT
Y

P
E

R
C

E
IV

E
D

Q
U

A
L

IT
Y

C
U

S
T

O
M

E
R

E
X

P
EC

T
A

T
IO

N
S

C
U

S
T

O
M

E
R

E
X

P
EC

T
A

T
IO

N
S

S
at

is
fa

ct
io

n
C

o
n

fir
m

/
D

is
co

n
fir

m
E

xp
e

ct
at

io
ns

C
o

m
p

ar
is

on
 

to
 Id

e
al

A
P

P
L

IC
A

T
IO

N
P

R
O

C
ES

S
A

P
P

L
IC

A
T

IO
N

P
R

O
C

ES
S

76

A
P

P
L

IC
A

T
IO

N
P

R
O

C
ES

S
A

P
P

L
IC

A
T

IO
N

P
R

O
C

ES
S

76

P
R

O
F

E
S

S
IO

N
A

L
IS

M
P

R
O

F
E

S
S

IO
N

A
L

IS
M

80

P
R

O
F

E
S

S
IO

N
A

L
IS

M
P

R
O

F
E

S
S

IO
N

A
L

IS
M

80

C
O

N
S

O
L

ID
A

T
IO

N
O

P
T

IO
N

S

C
O

N
S

O
L

ID
A

T
IO

N
O

P
T

IO
N

S

75

C
O

N
S

O
L

ID
A

T
IO

N
O

P
T

IO
N

S

C
O

N
S

O
L

ID
A

T
IO

N
O

P
T

IO
N

S

75

2.
1

1.
3

0.
8

78

0.
6

4.
1

0

68

74

3.
8

-2
.8

-0
.3

C
U

S
T

O
M

E
R

C
O

M
PL

A
IN

T
S

C
U

S
T

O
M

E
R

C
O

M
PL

A
IN

T
S

16
.7

%

C
O

N
F

ID
E

N
C

E
C

O
N

F
ID

E
N

C
E

79

78

72

72

N
ot

e:
  P

le
as

e 
re

fe
r 

to
 th

e 
ap

pr
op

ri
at

e 
ac

co
m

pa
ny

in
g 

ta
bl

es
 fo

r 
ad

di
tio

na
l d

et
ai

l.

R
E

C
O

M
M

E
N

D
A

T
IO

N
R

E
C

O
M

M
E

N
D

A
T

IO
N

83

3.
9

-0
.1



���� ����	 ��!�

�
�
������������������������

�����������	��
��
���������������������������	�����


��
�������������
��
�����������������

(��������� �����)� ���� ������)� ���� ������� (��)�&�������� *���)

#���$� � !������� �������
�� ������ 	������ ��� �����
�
�� ���
� ��������� ���	�����	�
�

����
���1)��
�����	�����
���
���(����� ����
����

&5%7

&6%*

&*%5 0%4

�%&

0%0

�$$������	����	����

�	��	��
���	���$��	��

��	�����	������

�����) ������)



�
�
������������������������

�����������	��
��
���������������������������	�����


��
�������������
��
��������������������� ����	 ��!/

����
���1)��
�����	�����
���
���(����� ����
����

Q3
2000

Customer Satisfaction (Index) 73.9
Satisfaction 78.3
Satisfaction compared with expectations 72.2
Satisfaction compared with ideal 72.1

Overall Quality 77.5
Overall quality 77.5

Prior Expectations 67.6
Prior Expectations 67.6

Sample Size 245

Application Process 75.6
Simplicity of application 74.5
Amount of supporting documentation required 76.2

Professionalism 79.5
Willingness of department personnel to help you 79.0
Understanding of your needs 77.1
Friendliness of department personnel 83.4

Consolidation Options 74.9
Availability of consolidation options 76.2
Interest rate terms 70.5
Convenience of  repayment options 78.6

Customer Complaints 16.7
Complaints? 16.7

Confidence 78.9
Confidence in servicing your loan 78.9

Recommendation 83.4
Likelihood to Recommend? 83.4
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Customer Satisfaction (Index) 78.1
Satisfaction 83.5
Satisfaction Compared to Expectations 77.7
Satisfaction Compared to Ideal 73.8

Overall Quality 81.2
Overall quality of process 81.2

Prior Expectations 66.0
Prior expectations 66.0

Sample Size 236

Application Process 77.8
Simplicity of Application 78.2
Amount of supporting documentation required 77.5

Professionalism 87.3
Willingness to help you 87.5
Understanding you needs 86.3
Friendliness of the personnel 88.1

Options 78.1
Availability of options 75.8
Fairness of terms 79.9

Customer Complaints 15.7
Complaints? 15.7

Confidence 81.2
Confidence in service 81.2

Recommendation 87.7
Likelihood to Recommend 87.7
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Q2 Q3 Significant Difference

2000 2000 at 90% C.I.

Accessibility 77.7 81.8 ⇑
Professionalism 85.8 87.7
Helpfulness 83.4 85.8
Prior Expectations 75.1 81.1 ⇑
Overall Quality 83.5 86.1
Customer Satisfaction (Index) 80.2 83.5 ⇑
Customer Complaints 1.2 1.6
Use Again? 90.4 90.9
Recommendation 89.2 91.0

Sample Size 245 246
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Q2 Q3 Significant Difference

2000 2000 at 90% C.I.

Availability 89.4 92.8 ⇑
Content 82.3 82.7
Helpfulness 83.3 84.0
Prior Expectations 75.1 76.0
Overall Quality 85.9 87.2
Customer Satisfaction (Index) 79.3 80.5
Customer Complaints 9.5 6.3
Likelihood to use Student Guide 86.4 87.9
Recommendation 89.4 91.5

Sample Size 241 239
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Q2 Q3 Significant Difference

2000 2000 at 90% C.I.

Accuracy 81.2 79.3
Timeliness 72.7 74.9
Content 78.5 79.5
Prior Expectations 68.2 62.6 ⇓
Overall Quality 77.1 74.0
Customer Satisfaction (Index) 71.5 69.7
Customer Complaints 24.4 26.6
Confidence 76.9 77.0

Sample Size 235 241
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Q2 Q3 Significant Difference

2000 2000 at 90% C.I.

Application Process 76.5 75.6
Professionalism 82.5 79.5
Consolidation Options 77.4 74.9
Prior Expectations 66.5 67.6
Overall Quality 79.0 77.5
Customer Satisfaction (Index) 74.9 73.9
Customer Complaints 13.8 16.7
Confidence 78.3 78.9
Recommendation 85.0 83.4

Sample Size 248 245
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Q2 Q3 Significant Difference

2000 2000 at 90% C.I.

Application Process 78.7 77.8
Professionalism 82.0 87.3 ⇑
Options 78.4 78.1
Prior Expectations 66.4 66.0
Overall Quality 77.8 81.2
Customer Satisfaction (Index) 76.1 78.1
Customer Complaints 17.0 15.7
Confidence 79.5 81.2
Recommendation 86.4 87.7

Sample Size 241 236
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Yes No Do not know Valid N

1-800-4FEDAID 26.9 19.6 53.5 245

Billing and Servicing 32.4 58.1 9.5 241

%
Noticed Improvement

0���������#��5����&&�����������������3��;�)���
�=���3)



���� ����	 ��/�

�
�
������������������������

�����������	��
��
���������������������������	�����


��
�������������
��
�����������������

83.5

80.5

69.7

73.9

78.1

72.8

68.6

60

65

70

75

80

85

1-
80

0-
4F

EDAID

Stu
den

t G
uid

e

Ser
vi

ci
ng

DCL

Def
er

/F
orb

ea
r

Nat
io

nal 
(2

Q00
)

Gove
rn

m
en

t (
4Q

99
)

A
C

S
I S

co
re

���
�
�����������
�� ����
����

#(��������)���������'����)�����������)�(3����&



�
�
������������������������

�����������	��
��
���������������������������	�����


��
�������������
��
��������������������� ����	 ��//

���
�
�����������
�� ����
����

80.2
79.3

71.5

74.9
76.1

83.5

80.5

69.7

73.9

78.1

60

65

70

75

80

85

1-800-4FEDAID Student Guide Servicing DCL Defer/Forbear

A
C

S
I S

co
re

2Q00 3Q00

5�&���� ���!"��#�����1���'��������������������������
�������



���� ����	 ��/-

�
�
������������������������

�����������	��
��
���������������������������	�����


��
�������������
��
�����������������

;������������&����������)�;����������������)������������'����

���
�
�����������
�� ����
����

81.1

76

62.6

67.6
66

86.1
87.2

74

77.5

81.2

60

65

70

75

80

85

90

1-800-4FEDAID Student Guide Servicing DCL Defer/Forbear

S
co

re
s

Prior Expectations Perceived Quality





���� ����	 ��/,

�
�
������������������������

�����������	��
��
���������������������������	�����


��
�������������
��
�����������������

������
��&)

*�����
��	�������





���� ����	 ��-�

�
�
������������������������

�����������	��
��
���������������������������	�����


��
�������������
��
�����������������

������
��&�"� *�����
���"� �������� �	�������

!"#$$"1������ ����������������������������������������������������������������������������������������������������������� 70

6���

������&

	����

��� ��
$

?����"���

���� �
�������&�"��7"�
����
��������


����� ����$$���


��������%�
�� �������������������������������������������������������������������������������������������������������������� 73

��� ��1 ����>���$ �>�������

?����"���



����� ����$$���


&
��
�'�;���� 
�
�' ������������������������������������������������������������������������������������������������������� 71

6��"� �&


�$�����



�������
	 &$���


	 &$����������


�"
��$��� -������

����� ����$$���


�
�����	�����
���
���(��� ������������������������������������������������������������������������������������������ 77

6����� ����������



	����

��� ��
$���� 
� ��

���
���� �����������


����� ����$$���


���������<����������� �������������������������������������������������������������������������������������������� 74

6����� �����	����



	����

��� ��
$��� �-�6�
� ��

+����$���>����� � ����������

����� ����$$���




�
�
������������������������

�����������	��
��
���������������������������	�����


��
�������������
��
��������������������� ����	 ��-


�� ���!"��#��

K��
���
�
����/3:���G� ����"�������+�� ��$�������,�"� �����������$ !������������*�����
�������������JL

#���))�+�&���

; �� ��������������������	����������	��	
������	�
��������������������
������	�������������

; ������������
���	����

;����))����&�)�

; <����	�
��
�

; �������	�
��
��������

; ���	
����	�������������	���
���������������������/���������
�

; 0������������������������	����
����������������������������� 
���������� ��������������� ����������
���	�����������

; 3��
����	��	������������
��	�������
���&
�����/����	�
��������������
��

; 0����������������

���

; �������������	�������������������������	�
��
�

; ����������������������
���	����

; ����������	�
��	�������	��������

0�&���&��))� ���#�)1����'�9�������)����)� ���>���)

; �	�	�����
���������
���
���������������������	
�����	�����������	������
���������
���
����������������
���������������

��������
�

; ���� 	
�����	
������	�
�!�
�����"����
�������
����	������

; ���
�
�������
������������	
����%
��������
���������	
���
������������������
���������	
���	�����
��

$�����&� (������)

; 8�������&(�

; !�-���	
��

; ������������
�������������������	
�
�	����	���

; !���
-�� 
����������������
������ ��������������!���� ����������
���

; !���������������������������������������
���������	���
��
���
�

; �� 	
������������	
�����
�	�����	�
��
����� ������������������������"�
������
�������

; #���	
�������
�����������'���

*�����
��	�������



���� ����	 ��-�

�
�
������������������������

�����������	��
��
���������������������������	�����


��
�������������
��
�����������������

��������$����

5�'���6�����A"�����A(������

; !��������
�������	
������	�
�������	
�����
���+����	���
��&(�

; �	����������	����������	
������	�
�

; &�������������������������'���"����������
������

; ������

�������

; �	������ ������������������
���

; �����	
������	�
��
���	�	�	�	�
����������
	
�������
���

; &��	���������
��
�������������	
���
������

; �����������
�����������
�����
����	��	� �
�����
-��/���	�
������	
�
�	����	������
�
�����������������	
������	�
��
����

��������	���/���	�
�����	��

; �����	
������	�
�

; �����	
������	�
��������������
�	
�	
��������	�
�

0�&���&��))

; !�-�������

; !��������
�������������
�������������������������������	
������	�
�

; !��������
�����������	
������	�
�����������������

; #���	
�������
���!�'��������������!��	�
-����������������� �	��

; �����	����������������������������

; (���	��	
����	
�+
��	���

$�����&� (������)

; !����=>�
����������
��!�
���������������������	����
����	�
�	
�����

; �����-��
����
�	
����������������������

; ��
�	
��������
���������	
��

; !��������	 ���������	����
��

; 3��
����������������	���	�
��
���	��	���	����

; (�������

; ������

����	
������������������	��
�

; (���	�����������������������������������
���

; �� ���������
�
����	������������������������
���

; �� �������������	
������/����	�
��

; ���
�����������������������������
����
����

*�����
��	�������� ����
����



�
�
������������������������

�����������	��
��
���������������������������	�����


��
�������������
��
��������������������� ����	 ��-!

%�&&��'�@���������'

K��
���
�
����/3:���G� ����"�������+�� ��$�������,�"� �����������$ !�������� ����� &$���������



������JL

#�������

; &���
�������
�	
������	�
�����������/��
���
������������	��	
��

; 0�����������
������	������
�����0��������
���������������������������	��	
��

; �� ������������������
��������������������
���

2���&���))

; �����������
����
�������������
����
��������
��������
���������������
���������
	
����� �

; 0�����������
������	������
�����0��������
���������������������������	��	
��

; &���
�������
�	
������	�
�����������/��
���
������������	��	
��

; ��
�������	����	��	
�45���
��������	
��������������
������	��
�	�	�����

; ����������������������
�����	
�������������
���������������	���	�����	
��������!���
-������	����
��������
���
�	���	�����
�

�������	�-��������.���������	�"��
��!��������������
�

; ��
�������������
���������	������	���������	�-��������!����� ������
�	
��������
��������	������������������
���
��
�

�	����������	
�����

(������

; !���
-���
������
����������
�����������
���� �

; 0������������������
�����+��	�����������

; 1��������������	���������������	����� ��������������
��
���

; �� �������	������������

;������)

; �� �����
�����	
����������������	��

; &���
��������������������	
�	����

; ������	
���������������!���
-����
���������
������������	
�������	� �!-����	
����������������?�	���

; ���	���	@	
��	
��������	�������	��������
���!���������	���������
��
��	��������������������� ������������	����	����	

����
�	
�����������	
�������������������	�����
�����������&���"����	
����������������� ����
����
������������������
�

�������
�������������

; ������	
������������

; A����	
���������(�
��� ��
�
������
������������

*�����
��	�������� ����
����



���� ����	 ��-�

�
�
������������������������

�����������	��
��
���������������������������	�����


��
�������������
��
�����������������

; ������	
������������

; !�
����������
��
����������

; .��������������
�������
��
���	
��������	�
��������
�����	�������������
�

; �����
���� ����	����������	�
�������	
��	
����������������
��
��������
����������
�	��

; %������������	
��������������
���������������
�����
����
������
������	�����	�����
����������
��	�-����������������	
��

��	
���
���2�������������������
���
���������������
��
������������2�
�����������	����	�����
��������

; �����������	
�
�����������

; �� ��������
��
��������

; #������	
���	�����
���
���
��
����
�������	���	
�������������

; ������	
������������

�������� 	
����


; �������������������	
	
�������	
����
�����
�

; (������
��� ��������������
������������������

; �� ������������	�
���������������
������	�	
����������	�
���������
����	�����
���� �

; �����������
��������������������7���	
����������

; !��������
��������������
���������
����������� �����
�����������������������
����
������
���	�������
��������������

��������	
������	�
��	��
��������������
���
��
��"��	 �������
���������
�
�����
����������8	����
���������������
�


�������������
��
���,

; 2�-�����
��������
	����
���2���������	 ���������	�����
��
����������
�

��
������ �������

; ���	���	@	
��	
��������	�������	��������
���!���������	���������
��
��	��������������������� ������������	����	����	

����
�	
�����������	
�������������������	�����
�����������&���"����	
����������������� ����
����
������������������
�

�������
�������������

; 0�������	��������������	�������	���

; 0������������������� 
������������

; 2��
�
�������"�
�������������� �������������������

; �������������	
�������� ���
	
����������������� ��������
�������	
����������
�����/����	�
�����/�����
����	�����	
�����

�	�
����������
����!���������
�����	�����
�������
����������
��	�
-�����
��� �������
������������	�
�����������
�����

1�
�������������
���

�������� �������


; +����������������������������
��	�
��������
�

; �	���
��������������

*�����
��	�������� ����
����



�
�
������������������������

�����������	��
��
���������������������������	�����


��
�������������
��
��������������������� ����	 ��-/

; ���� ������������������������

; ���
�
����������������	�������
����	
	�����	�
��
���
�������������	�	
��

; %�������������	���������2	��	���3��8����	�������	
��

; �����
	���	�
��������
�������������������� �������
������
	���

; �� 	
�����	
�������
���������	
����������������
������#������	
�����	
��������������	
������������� �����

���������������

; ����� 	
�������� �������������������
��������
��
���
��
����������

; ���
�
�������������������
	@����������	������
��
�������� 
�������������������
��	����	
�������
������	���


�	�����
	@����
�����
-��
������� ��	��	
�������	������������

; �� ������������
�����
��	����������
������ �������������

*�����
��	�������� ����
����



���� ����	 ��--

�
�
������������������������

�����������	��
��
���������������������������	�����


��
�������������
��
�����������������

�������(��)�&��������*���)

K��
���
�
����/3@���G� ����"�������+�� ��$�������,�"� �����������$ !�����������������
���� ������� �
����� $�������JL

#��&�������� ;����))

; �������������������
�����
��	��
������	����	����
�

; !��������
���������������������	��������
�����	
����������������
�	
�����
����!��������
��������
�	
/�	�
�����������

������������������	��
����������	��	
�����������
����������
����
������������
�����������

���!��������
��������

�	
�
�	��������������������

; �� ���������� �������������	�������
���� ��������������	
��������	��� 
�����������
�������	
��

; !��������
������������	����������
������	
������	�
������
��	
��������������������!��������
������������������������

�����������	
�������������
�����
�������������������������!��������
������������������ �
����	
������������/������

�������������������
���

; �	���	�
���������2�� ��	���������������������#��	�
�������������

; &��	�����������7���
��	�
��
�������������������

; ������������� ��
��������	���
������
����
������	�
	
��������
���	�
�

; ��
������
��	��������	
��
��� 
�������-�������
	
��

; �����	
������	�
�������
��������������������

; 3��
�����
�������

�����������
	
�������������	
��

; �����	���	@����������
����������
��"���������
�����
�������������
��������������	��
������������
����������+7���	


��
���
�����
���� �=>����������
����������
���	���	�
�	���������BC�����������!���
-���
������
�������	�����
���

; ���������������������

; �� ����������������	�
��	����
��������	��������

; ���
���
����/�	� ���	
��������	
����������	���	�
����!
������	�
�������������
�	���
����!-������
���
	
�����������
��
��

�
��	�-��
�������	
������	��������������
��	����	��	����
��	� �!��������� �����
��
����
"�!���������	������������
������	�

������������

; ��� �	
����������������

; ��
������������������
����������������
�������������	
	
�"�
��������
�	
��������	�
��
�����������������
��	
	����

; 0�����	������������������������

; 0������������ �����
��	�����0����	�����	����
��	�����<������
��	�	���	�
��� �����	������������<�������������������	���

!-���	� ��� ���	
��������������������
������"��
�
�������������������	
����������
�����������.����	�	������	����
������


�����������������

; ��
�������������	
������	�
��
���������
����� ��	�����������	����������

;����))����&�)�� ��� �����

; �����	����������
����	
������	
���
�����

*�����
��	�������� ����
����



�
�
������������������������

�����������	��
��
���������������������������	�����


��
�������������
��
��������������������� ����	 ��- 

; ����������
	���	�
�������
��������������	���

; ���� �����	��������

����	��������	�	
��45��	
�������%
����������
�������
�������
�����!�������	����������
����

�����

; �������������	���������������������������
����"�����������	�������	
��	
������	�
�	
����	���
���

���

; 0�������������� 	
���
����
���

; !�������������	�	�	�
���������>55�
��������0��������������������	�	
�������������
����!�-����
�������
�������	�������

�	��������
�

; ����������������
��
�����������������������	����������
���	������0���
�6

; 3�����	�������������������������������	�
����
�������
������
��������������

(��)�&�������� 5�����)

; �� ����
��
������������������
������	
����������������

; 3�
-��	
������	
����������
���
���	���	
�������������������
��	
�������

; ������	
���������������!�-�� 	
���� ��	�����	
��������������	����������������	����� ��������
�

; ���
�����������������	
���������(���	��
��������������	����	�
��
��	� ������
��	����
	
�������
����
���������	���������

���� ��
�����	
����������
���������������������� �

; �� ��	�� 
��
������	�-�����	���������� ��	�� 
��
������
��-�������	
��	
����0������������������������	
��

; �� ���������	�
�������������

; !���	
 ����
�������	
���������������������
��	
����
����
��
��	
�������� ���

���
��
���

; ���
����������� ��������������������	
�����������
"��	 ��	��
�������	�������
�����	���	�
����
���
��
�������������

	
������������

; #�������������������	
���������<����������7	�����
���������
���� ���
��
��

; <������������������	�
�����������������������
���� �

; +�	�	
������
�������+7��
���������	�������	��������
�	����� �

$�����&� (������)

; !
�������������������������������������(����������������������
���������������!������-�����
����	�����
���	� �!������-��

 
��
�

; #����� ���������������������
�!�������	
��������
����!-���������������� ���
�	
�������7���
�
�

; D
������
������������
������������������
����������	�����
��'����
�����	����
�
�	��
�����������
���	
 �	��	���
����
-�

�� ����
��
���

; ��������������������

; ���
�
�����������������������������������������	����
�������

; ���������������������
���	�����

; &����������������
������

; <�����������
	���	�
��	��������������

*�����
��	�������� ����
����



���� ����	 ��-,

�
�
������������������������

�����������	��
��
���������������������������	�����


��
�������������
��
�����������������

����������@�"��+�������

#��&�������� ;����))

; !�����������������/�	����
�������	�
��������
��
�����
��
�����
�
��������
��������/�	�����������
��������������

�����
������
�������������	����	�������������������
����
������
�����/����	�
��

; ��
�	�����	�
"������������"��
������	�
�

; ���
���������������	����	
����������	����

; �������������
������������	�	
�������7	
���
���
���	
��	��	
��������
�����

; �	��������.���7��������
������

; .�/�	��������������
���	�
�

;����))����&�)�� ��� �"#� �����

; 8����������
����������
���

; <������������������������#	
��
?
	
�������
������������������������������
�
�����������
����!�����
������
���������	�
"

���
����������������

; ��������
����������������
��
���
����������������
�����

; ��� ��������	������������
��
����������� 
��������������	
�����
������
����	����
��
���

; �������������������	����������������������

���������A"��+�������� 5�����)

; &��������������������������
��
�����!�����������
�
������
�!���
��	
������	���������"�����!�����
�����	�����������!�����

�
�'����
��
��������������
��
���

; 3�����
��	�����������
�������� ��	��
������������	�
������ ��������������������������������
����������������	������


������������������������	
�����	�	�������'����������
������	�	�������������	�������

; 0��������
����	
��������	���������
�
������
���
��	���

; +7��
�������������
���	���

; ��������	�
����
�
�����������
	
��������������
���

; ��������	�����������������	
������������
���������

; �	���	�
��������	�
���� ������
	�
�������

; 9	���	
��������
���������
����
���� ��	���	�	��������������
����8	
�
�	����	��	����
�������������������
����2�
�������

��������	�����������	
��������
������������
�������������
��:

*�����
��	�������� ����
����



�
�
������������������������

�����������	��
��
���������������������������	�����


��
�������������
��
��������������������� ����	 �� �

$�����&� (������)

; 8	
�������������	
������	�
�������������!��<	��������
���	�����
�����
-������	������
��
����!-��
�����������������


�	�������!��<	���

; �����������������	���

; ������	�
-���

���!-�����	��	���

; �������	
��
������ ���������������

; <��������
������
�	
����������
��-��	
�
�	����	����	�
����<���	��	
�����������������	������
�
���������������
����

��������
���

; ��
�������������
�

; !�����
�����������������	������������
����
�
�	��
������

*�����
��	�������� ����
����



���� ����	 �� �

�
�
������������������������

�����������	��
��
���������������������������	�����


��
�������������
��
�����������������

������
��	)

+����
����
���



 

 

 



   
 

                                                                                                                      
 

U.S. Department of Education 
The Office of Student Financial Assistance Programs 

CFI GROUP 

U.S. Department of EducationU.S. Department of EducationU.S. Department of EducationU.S. Department of Education    
Students Channel/1Students Channel/1Students Channel/1Students Channel/1----800800800800----4FEDAID  4FEDAID  4FEDAID  4FEDAID  

QuestionnaireQuestionnaireQuestionnaireQuestionnaire    
 
 

(Items in BOLD are interviewer instructions, and are not intended to be read to the Client) 
(Items marked i.e. or e.g. should only be read if respondent needs clarification) 

Introduction (Do not read) 

 
INTRO1. Hello, this is ____________________ calling from ICT on behalf of the United States Department 

of Education.  May I please speak to   (name from ED/SFA  list)     ? (If necessary:  We’re 
conducting a customer satisfaction survey and are trying to contact people who have called 
the Department of Education’s toll-free help line.) 
 
1 > (If speaking to right person, continue at INTRO4) 
2 > (If asked to hold and wait for correct person, proceed at INTRO3 when  
    respondent comes to phone) 
3 > (If named person is not available, schedule callback) 
4 > (If named person is no longer this number, use INTRO2) 
9 > Refused/Hung Up 

INTRO2. Is there another number at which I could reach him/her? (If necessary:  We’re conducting a 
customer satisfaction survey and are trying to contact people who have called the 
Department of Education’s toll-free help line.) 
 
1 > (Take number)  >>  Thank you and have a good day?  (Contact new number) 
2 > (Refused) >> Thank you and have a good day! 

INTRO3. (When respondent comes to phone)   
Hello, this is [interviewer name] calling from ICT. We’re calling as part of an initiative the United States 
Department of Education has undertaken to improve its customers’ satisfaction. (CONTINUE)    

INTRO4. You have, in the last three months, called the Department of Education’s toll-free help line, 1-800-
4FEDAID (Interviewer:  Can be pronounced, 1-800-4-Fed-aid) for information.  (e.g.,  to get 
information about federal aid programs, or information regarding your loans.).   

Have you had previous experience with the Toll-Free Information Service prior to 3 months ago? 

1. Yes   (Continue) 

2 No   (Thank you for your time!  Good bye.) 

8. Don’t know  (Thank you for your time!  Good bye.) 

9. Refused  (Thank you for your time!  Good bye.) 

 



   
 

                                                                                                                      
 

U.S. Department of Education 
The Office of Student Financial Assistance Programs 

CFI GROUP 

INTRO5  

The Department Of Education is conducting this survey with customers such as you to 
measure satisfaction with its products and services.  I’d like to take some time now to go 
through this survey with you.  This interview is authorized by Office of Management and 
Budget Control No. _______.  Your comments will, of course, remain strictly confidential. Is 
now a good time for us to speak? 
(If Client asks how long the interview will take, respond with the following:) 
The discussion will take about 8-10 minutes depending on your opinions.  Is this a good time? 
 Yes 1 (Continue with Next Question) 
 No 2 (Can we schedule a time that is more convenient for you?) 

 

Prior Expectations (Do not read) 

Let’s start out by thinking back to before you called the toll-free number with your questions, and remembering your 
EXPECTATIONS about the quality of the toll-free service at that time.  Please give me a rating on a 10 point scale 
on which "1" means your expectations were "not very high" and "10" means your expectations were "very high." 
 
Q1. How would you rate your expectations of the overall quality 1-800-FEDAID phone service? 

 
[RECORD RATING 1-10] 
98 Don't know 
99 Refused 

Accessibility (Do not read) 

Now think about the toll-free call you made to the Department of Education.  On a scale of 1 to 10, where “1” means 
“poor” and “10” means “excellent”, how would you rate… 

Q2. The simplicity of using the automated telephone system 

Q3. The availability of the customer service representative when needed 

Professionalism (Do not read) 

Now think about the professionalism of the representative that you spoke with and his/her attitude in dealing with 
your inquiry.  On a scale of 1 to 10, where “1” means “very low” and “10” means “very high”, how would you rate 
the customer service representative’s … 

Q4. Friendliness  

Q5. Their willingness to help you 

Q6. Their understanding of your needs 

Helpfulness in Answering Your Questions or Needs (Do not read) 

Let’s now consider the helpfulness of calling the toll-free number in answering your questions.  On a scale of 1 to 10, 
where “1” means “poor” and “10” means “excellent”, how would you rate… 

Q7. The ability of the service to answer your question(s) on the first call 

Q8. The thoroughness of information provided 

Q9. The accuracy of information provided 



   
 

                                                                                                                      
 

U.S. Department of Education 
The Office of Student Financial Assistance Programs 

CFI GROUP 

Overall Quality (Do not read) 

Q10. Now, please consider your overall experience with the toll-free service.  Using a 10-point scale, on which  
"1" means "not very high" and "10" means "very high," how would you rate the overall quality of the 
service? 
 
[RECORD RATING 1-10] 
 
98 Don't know 
99 Refused 

ACSI Benchmark Questions (Do not read) 

Q11. Using a 10-point scale on which “1” means “very dissatisfied” and 10 means “very satisfied”, how satisfied 
were you with using 1-800-4FEDAID? 

Q12. Using a 10-point scale on which "1" now means "falls short of your expectations" and "10" means "exceeds 
your expectations," to what extent did using the toll-free number fall short of or exceeded your 
expectations? 

Q13. Imagine what an ideal toll-free information service would be like.  How well do you think 1-800-4FEDAID 
compares with that ideal service you just imagined?  Please use a 10-point scale on which "1" means "not at 
all close to the ideal," and "10" means "very close to the ideal." 

 

Q14. In the past 12 months, have you seen an overall improvement in the Toll-Free Information Service? 

1 Yes 

2 No 

8 Don’t know 

9 Refused 

 

Outcome Measures (Do not read) 

 
Q15. Have you ever contacted the Department of Education to complain about any aspect of its toll-free service?   

 
1 Yes 
2 No 
9 Refused 

Q16. Using a scale of 1 to 10 where “1” means “not at all likely” and “10” means “very likely”, how likely would 
you be to call 1-800-4FEDAID in the future if you have any questions about the federal student aid 
programs? 
 
[RECORD RATING 1-10] 
 
98 Don't know 
99 Refused 



   
 

                                                                                                                      
 

U.S. Department of Education 
The Office of Student Financial Assistance Programs 

CFI GROUP 

Q17. Finally, using the same 1-to-10 scale, how likely would you be to recommend to others that they call the toll 
free service if they had any questions about the federal student aid programs? 
 
[RECORD RATING 1-10] 
 
98 Don't know 
99 Refused 

Closing    (Do not read)    

Q15. (If Response to Q11 is “5” or less OR if response to Q16 is “5” or less, ask the following open-ended 
question; else skip) 
In your own words, what could the Department of Education do to make their toll-free service better?  
_____________________________________________________________________________________
_____________________________________________________________________________________
_____________________________________________________________________________________ 

 

That’s all the questions I had for you.  Thank you for your time, and have a good day. 

 



   
 

                                                                                                                      
 

U.S. Department of Education 
The Office of Student Financial Assistance Programs 

CFI GROUP 

U.S. Department of EducationU.S. Department of EducationU.S. Department of EducationU.S. Department of Education    
Students ChannelStudents ChannelStudents ChannelStudents Channel    

Student Guide QuestionnaireStudent Guide QuestionnaireStudent Guide QuestionnaireStudent Guide Questionnaire    
 
 

(Items in BOLD are interviewer instructions, and are not intended to be read to the Client) 
(Items marked i.e. or e.g. should only be read if respondent needs clarification) 

Introduction (Do not read) 

INTRO1. Hello, this is ____________________ calling from ICT on behalf of the United States Department 
of Education.  May I please speak to   (name from ED/SFA  list)     ? (If necessary: We’re 
conducting a customer satisfaction survey and are trying to contact people who have 
requested a copy of the Student Guide for financial aid from the United States Department 
of Education. The Student Guide is a booklet that provides information about financial aid 
programs  (loans,  grants, and work-study) available from the U.S. Department of 
Education.) 
 
1 > (If speaking to right person, continue at INTRO4) 
2 > (If asked to hold and wait for correct person, proceed at INTRO3 when  
  respondent comes to phone) 
3 > (If named person is not available, schedule callback) 
4 > (If named person is no longer this number, use INTRO2) 
9 > Refused/Hung Up 

INTRO2. Is there another number at which I could reach him/her? (If necessary:  We’re conducting a 
customer satisfaction survey and are trying to contact people who have requested a copy of 
the student guide for financial aid from the Department of Education. The Student Guide is 
a booklet that provides information about financial aid programs  (loans,  grants, and work-
study) available from the U.S. Department of Education.) 
 
1 > (Take number)  >>  Thank you and have a good day?  (Contact new number) 
2 > (Refused) >> Thank you and have a good day! 

INTRO3. (When respondent comes to phone)   
Hello, this is [interviewer name] calling from ICT, on behalf of the United States Department of 
Education.  (Continue) 

INTRO4. We’re calling as part of an initiative the U.S. Department of Education has undertaken to improve 
its customers’ satisfaction.  Have you requested a copy of the “Student Guide for Financial Aid”  
from the Department of Education in the past two months?  (if necessary:  This is a booklet that 
tells you about federal Student Financial Assistance programs and how to apply for them.) 
1 Yes >> (Continue at INTRO5) 
2 No >> Thank you for your time today!  Good bye. 

INTRO5. The Department of Education is conducting this survey with customers such as you to measure 
satisfaction with its products and services.  I’d like to take some time now to go through this 
survey with you.  This interview is authorized by the U.S. Office of Management and Budget, 
Control No.________. Your comments will, of course, remain strictly confidential. Is now a good 
time for us to speak? 
(If Client asks how long the interview will take, respond with the following:) 
The discussion will take about 8-10 minutes depending on your opinions.  Is this a good time? 
1 Yes (Continue with Next Question) 
2 No (Can we schedule a time that is more convenient for you?) 
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Prior Expectations (Do not read) 

Let’s start out by thinking back to the time when you first received a copy of the Student Guide.  Think about what 
your EXPECTATIONS were for what the overall quality of the Guide would be. Please give me a rating on a 10 
point scale on which "1" means your expectations were "not very high" and "10" means your expectations were 
"very high." 
 

Q1. How would you rate your expectations of the overall quality of the Student Guide before you received it? 
 
[RECORD RATING 1-10] 
98 Don't know 
99 Refused 

Availability/Delivery (Do not read) 

Now think about your experience requesting and receiving the Student Guide.  On a scale of 1 to 10, where “1” 
means “poor” and “10” means “excellent”, how would you rate… 

Q1. The availability of the Student Guide when  you requested it 

Q2. The promptness of delivery, considering when  you requested it 

Organization/Format/Content (Do not read) 

Now think about the organization and content of the Student Guide.  On a scale of 1 to 10, where “1” means “poor” 
and “10” means “excellent”, how would you rate … 

Q3. The ease of finding what you needed 

Q4. The thoroughness of information (if necessary; “completeness of information”) 

Helpfulness (Do not read) 

Let’s now consider how helpful the Student Guide was to you.  On a scale of 1 to 10, where “1” means “poor” and 
“10” means “excellent”, how would you rate… 

Q5. The ease of understanding the information in the Guide 

Q6. The relevance of information to your needs 

Q7. The accuracy of information in the Guide 

Overall Quality (Do not read) 

Q8. Now, please consider your overall experience with the Student Guide. Using a 10-point scale, on which  "1" 
means "not very high" and "10" means "very high," how would you rate the overall quality of the Student 
Guide? 
 
[RECORD RATING 1-10] 
 
98 Don't know 
99 Refused 



   
 

                                                                                                                      
 

U.S. Department of Education 
The Office of Student Financial Assistance Programs 

CFI GROUP 

ACSI Benchmark Questions (Do not read) 

Q9. Using a 10-point scale on which “1” means “very dissatisfied” and 10 means “very satisfied”, how satisfied 
are you with the Student Guide? 

Q10. Using a 10-point scale on which "1" now means "falls short of your expectations" and "10" means "exceeds 
your expectations," to what extent did the Student Guide fall short of or exceed your expectations? 

Q11. Imagine what an ideal source of information for learning about federal student aid would be like.  How well 
do you think the Student Guide compares with that ideal you just imagined?  Please use a 10-point scale on 
which "1" means "not at all close to the ideal," and "10" means "very close to the ideal." 

Outcome Measures (Do not read) 

 
Q12. In the past 12 months, have you ever called anyone at the Department of Education because of any 

confusing or unclear language in the Student Guide?  
 
1 Yes 
2 No 
9 Refused 

Q13. Using a scale of 1 to 10 where “1” means “not at all likely” and “10” means “very likely”, how likely would 
you be to use the Student Guide again if you were to need information about student loans in the future?   

Q14. Finally, using the same 1-to-10 scale, how likely would you be to recommend the Student Guide to others 
that might have a need for it? 
 
[RECORD RATING 1-10] 
 
98 Don't know 
99 Refused 

Closing (Do not read)    

Q15. (If Response to Q9 is “5” or less OR if the response to Q13 is “5” or less, ask the following open-
ended question; else skip) 
In your own words, what could the Department of Education do to make the Student Guide better?  
_____________________________________________________________________________________
_____________________________________________________________________________________
_____________________________________________________________________________________ 

Those are all the questions I had for you.  Thank you for your time, and have a good day. 
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U.S. Department of EducationU.S. Department of EducationU.S. Department of EducationU.S. Department of Education    
Students ChannelStudents ChannelStudents ChannelStudents Channel    

Billing & Servicing QuestionnaireBilling & Servicing QuestionnaireBilling & Servicing QuestionnaireBilling & Servicing Questionnaire    
 
 

(Items in BOLD are interviewer instructions, and are not intended to be read to the Client) 
(Items marked i.e. or e.g. should only be read if respondent needs clarification) 

Introduction (Do not read) 

 
INTRO1. Hello, this is ____________________ calling from ICT on behalf of the United States Department 

of Education.  May I please speak to   (name from ED/SFA  list)     ? (If necessary:  We’re 
conducting a customer satisfaction survey and are trying to contact people who are currently 
paying back student loans.) 
 
1 > (If speaking to right person, continue at INTRO4) 
2 > (If asked to hold and wait for correct person, proceed at INTRO3 when  
  respondent comes to phone) 
3 > (If named person is not available, schedule callback) 
4 > (If named person is no longer this number, use INTRO2) 
9 > Refused/Hung Up 

INTRO2. Is there another number at which I could reach him/her? (If necessary:  We’re conducting a 
customer satisfaction survey and are trying to contact people who are currently paying back 
student loans.) 
 
1 > (Take number)  >> Thank you and have a good day?  (Contact new number) 
2 > (Refused) >> Thank you and have a good day! 

INTRO3. (When respondent comes to phone)   
Hello, this is [interviewer name] calling from ICT, on behalf of the United States Department of 
Education.  (Continue) 

INTRO4. We’re calling as part of an initiative the Department of Education has undertaken to improve its 
customers’ satisfaction.  Do you have any student loans borrowed directly from the federal 
government – a William D. Ford Direct Student Loan - that you are currently paying back?  
1 Yes >> (Continue at INTRO5) 
2 No >> Thank you for your time today!  Good bye. 

INTRO5. The Department Of Education is conducting this survey with customers such as you to measure 
satisfaction with its products and services.  I’d like to take some time now to go through this 
survey with you.  This interview is authorized by Office of Management and Budget Control No. 
_______.  Your comments will, of course, remain strictly confidential. Is now a good time for us to 
speak? 
(If Client asks how long the interview will take, respond with the following:) 
The discussion will take about 8-10 minutes depending on your opinions.  Is this a good time? 
1 Yes (Continue with Next Question) 
2 No (Can we schedule a time that is more convenient for you?) 
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Prior Expectations (Do not read) 

For purposes of this survey, please consider only those student loans that are Direct Loans from the federal 
government.  These are the loans that you are repaying directly to the federal government as opposed to some third 
party such as FFEL loans you’d pay to Sallie Mae.  It does not include loans that have defaulted.  
 
Let’s start out by thinking back to the time before you started paying back your Direct Loans.  Think about what your 
EXPECTATIONS were about the quality of the loan repayment process.  Please give me a rating on a 10 point scale 
on which "1" means your expectations were "not very high" and "10" means your expectations were "very high." 
 
 

Q1. How would you rate your prior expectations of the overall quality of the loan repayment process? 
 
[RECORD RATING 1-10] 
98 Don't know 
99 Refused 

Accuracy (Do not read) 

Now think about the monthly statements  you receive for making payments on your loans.  On a scale of 1 to 10, 
where “1” means “poor” and “10” means “excellent”, how would you rate… 

Q1. The accuracy of the statement balance 

Q2. The accuracy of information about past payments 

Timeliness (Do not read) 

Now think about the timeliness of receiving your statement.  On a scale of 1 to 10, where “1” means “poor” and “10” 
means “excellent”, how would you rate … 

Q3. The consistency in when you receive statements  (i.e., the same time of the month each month) 

Q4. The amount of time given before payments are due 

Content (Do not read) 

Let’s now consider the content of the statement.  On a scale of 1 to 10, where “1” means “poor” and “10” means 
“excellent”, how would you rate… 

Q5. The ease of reading the statement 

Q6. The sufficiency of information provided on the statement (e.g., principal balances, computed interest, 
other fees) 

Overall Quality (Do not read) 

Q7. Now, please consider all your experiences from the past year regarding the loan repayment for your Direct 
Loans.  Using a 10-point scale, on which  "1" means "not very high" and "10" means "very high," how 
would you rate the overall quality of the process for repaying your loans? 
 
[RECORD RATING 1-10] 
 
98 Don't know 
99 Refused 
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ACSI Benchmark Questions (Do not read) 

Q8. Using a 10-point scale on which “1” means “very dissatisfied” and 10 means “very satisfied”, how satisfied 
are you with the loan repayment process? 

Q9. Using a 10-point scale on which "1" now means "falls short of your expectations" and "10" means "exceeds 
your expectations," to what extent has the loan repayment process fallen short of or exceeded your 
expectations? 

Q10. Imagine what an ideal process would be for paying back your loans.  How well do you think the current 
process compares with that ideal you just imagined?  Please use a 10-point scale on which "1" means "not at 
all close to the ideal," and "10" means "very close to the ideal." 

 

Q12. In the past 12 months, have you seen an overall improvement in the Billing Services? 

1 Yes 

2 No 

8 Don’t know 

9 Refused 

 

Outcome Measures (Do not read) 

 
Q13. Have you ever complained about any aspect of the Direct Loan repayment process to the Department of 

Education?  (e.g., for such things as billing errors, late or missing bills, etc.) 
 
1 Yes 
2 No 
9 Refused 

Q14. Using a scale of 1 to 10 where “1” means “not at all confident” and “10” means “completely confident”, 
how confident are you that the Department of Education is accurately servicing your loan for you?  (If 
necessary:  “By servicing your loan we mean activities involved with maintaining contact between 
you and the government, including such things as processing payments, maintaining proper account 
information, and providing other information to you about such things as taxes and interest rate 
changes.”) 
 
[RECORD RATING 1-10] 
 
98 Don't know 
99 Refused 

Closing    (Do not read)    

Q15. (If Response to Q8 is “5” or less, ask the following open-ended question; else skip) 
In your own words, what could the Department of Education do to make the loan repayment process better?  
_____________________________________________________________________________________
_____________________________________________________________________________________
_____________________________________________________________________________________ 

 

That’s all the questions I had for you.  Thank you for your time, and have a good day. 
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U.S. Department of EducationU.S. Department of EducationU.S. Department of EducationU.S. Department of Education    
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Direct Consolidation Loans QuestionnaireDirect Consolidation Loans QuestionnaireDirect Consolidation Loans QuestionnaireDirect Consolidation Loans Questionnaire    
 
 

(Items in BOLD are interviewer instructions, and are not intended to be read to the Client) 
(Items marked i.e. or e.g. should only be read if respondent needs clarification) 

Introduction (Do not read) 

 
INTRO1. Hello, this is ____________________ calling from ICT on behalf of the United States Department 

of Education.  May I please speak to   (name from ED/SFA  list)     ? (If necessary:  We’re 
conducting a customer satisfaction survey and are trying to contact people who have 
consolidated their student loans through the Department of Education.) 
 
1 > (If speaking to right person, continue at INTRO4) 
2 > (If asked to hold and wait for correct person, proceed at INTRO3 when  
  respondent comes to phone) 
3 > (If named person is not available, schedule callback) 
4 > (If named person is no longer this number, use INTRO2) 
9 > Refused/Hung Up 

INTRO2. Is there another number at which I could reach him/her? (If necessary:  We’re conducting a 
customer satisfaction survey and are trying to contact people who have consolidated their 
student loans through the Department of Education.) 
 
1 > (Take number)  >>  Thank you and have a good day?  (Contact new number) 
2 > (Refused) >> Thank you and have a good day! 

INTRO3. (When respondent comes to phone)   
Hello, this is [interviewer name] calling from [TBD], on behalf of the United States Department of 
Education.  

INTRO4. We’re calling as part of an initiative the Department of Education has undertaken to improve its 
customers’ satisfaction.  Do you have any student loans that you consolidated through a direct consolidation 
loan from the Department of Education?  (e.g.,  loans that you are paying back such as Stafford loans, 
direct loans, etc.) 
1 Yes >> (Continue at INTRO5) 
2 No >> Thank you for your time today!  Good bye. 

INTRO5. The Department of Education is conducting this survey with customers such as you to measure 
satisfaction with its products and services.  I’d like to take some time now to go through this 
survey with you.  This interview is authorized by Office of Management and Budget Control No. 
________.  Your comments will, of course, remain strictly confidential. Is now a good time for us 
to speak? 
(If Client asks how long the interview will take, respond with the following:) 
The discussion will take about 8-10 minutes depending on your opinions.  Is this a good time? 
1 Yes (Continue with Next Question) 
2 No (Can we schedule a time that is more convenient for you?) 
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Prior Expectations (Do not read) 

Let’s start out by thinking back to the time before you applied to have your loans consolidated.  Think about what 
your EXPECTATIONS were for how the consolidation program would work. Please give me a rating on a 10 point 
scale on which "1" means your expectations were "not very high" and "10" means your expectations were "very 
high." 
 

Q14. How would you rate your previous expectations of the overall quality of the loan consolidation program? 
 
[ RECORD RATING 1-10] 
98 Don't know 
99 Refused 

Application Process (Do not read) 

Q2. When you applied for a consolidation did you submit your application electronically over the Internet, by 
telephone, or by completing a paper application?  

1. Internet 

2. Telephone 

3. Paper Application 

8. Don’t know 

9. Refused  

 

In answering the following two questions, please consider the quality of the application form.  On a scale of 1 to 10, 
where “1” means “poor” and “10” means “excellent”, how would you rate … 

Q3. The simplicity of application (i.e., to get your loans consolidated) 

Q4. The amount of supporting documentation required 

Professionalism of Staff (Do not read) 

Let’s now consider the professionalism of the Department of Education Staff that you talked with during this 
process.  On a scale of 1 to 10, where “1” means “poor” and “10” means “excellent”, how would you rate… 

Q5. The willingness of department personnel to help you 

Q6. Their understandings of your needs 

Q7. The friendliness of department personnel 

Consolidation Options (Do not read) 

Now think about the consolidation options that were offered. On a scale of 1 to 10, where “1” means “poor” and“10” 
means “excellent”, how would you rate… 

Q8. The availability of consolidation options that met your needs 

Q9. The interest rate terms for consolidation loans 

Q10. The convenience of  repayment options for consolidation loans 

 



   
 

                                                                                                                      
 

U.S. Department of Education 
The Office of Student Financial Assistance Programs 

CFI GROUP 

Overall Quality (Do not read) 

Q11. Now, please consider all your experiences involved with consolidating your student loans.  Using a 10-point 
scale, on which  "1" means "not very high" and "10" means "very high," how would you rate the overall 
quality of the loan consolidation program? 
 
[RECORD RATING 1-10] 
 
98 Don't know 
99 Refused 

ACSI Benchmark Questions (Do not read 

Q12. Using a 10-point scale on which “1” means “very dissatisfied” and 10 means “very satisfied”, how satisfied 
are you with the direct consolidation loan program? 

Q13. Using a 10-point scale on which "1" now means "falls short of your expectations" and "10" means "exceeds 
your expectations," to what extent has the loan consolidation program fallen short of or exceeded your 
expectations? 

Q14. Imagine what an ideal program for consolidating your student loans would be like.  How well do you think 
the current loan consolidation compares with that ideal program you just imagined?  Please use a 10-point 
scale on which "1" means "not at all close to the ideal," and "10" means "very close to the ideal." 

Outcome Measures (Do not read) 

 
Q14. Have you ever complained to the Department of Education about any aspect of the direct consolidation loan 

program?  (e.g., the application or management of your consolidated loan) 
 
1 Yes 
2 No 
9 Refused 

Q15. Using a scale of 1 to 10 where “1” means “not at all confident” and “10” means “completely confident”, 
how confident are you that the Department of Education is accurately servicing your loan for you? 
 
[RECORD RATING 1-10] 
 
98 Don't know 
99 Refused 

Q16. Using a scale of 1 to 10 where “1” means “not at all likely” and “10” means “very likely”, how likely would 
you be to recommend the direct consolidation loan program to others that might have a need for it? 
 
[RECORD RATING 1-10] 
 
98 Don't know 
99 Refused 
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Closing Questions    (Do not read)    

Q17. (If Response to Q11 is “5” or less, OR if the response to Q16 is “5” or less, ask the following open-
ended question; else skip) 
In your own words, what could the Department of Education do to make the direct consolidation loan 
program better?  
_____________________________________________________________________________________
_____________________________________________________________________________________
_____________________________________________________________________________________ 

That’s all the questions I had for you.  Thank you for your time, and have a good day. 
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U.S. Department of EducationU.S. Department of EducationU.S. Department of EducationU.S. Department of Education    
Students Channel Students Channel Students Channel Students Channel     

Deferment/Forbearance QuestionnaireDeferment/Forbearance QuestionnaireDeferment/Forbearance QuestionnaireDeferment/Forbearance Questionnaire    
 
 

(Items in BOLD are interviewer instructions, and are not intended to be read to the Client) 
(Items marked i.e. or e.g. should only be read if respondent needs clarification) 

Introduction (Do not read) 

 
INTRO1. Hello, this is ____________________ calling from ICT on behalf of the United States Department 

of Education.  May I please speak to   (name from ED/SFA  list)     ? (If necessary:  We’re 
conducting a customer satisfaction survey and are trying to contact people who have student 
loans that are currently in deferment or forbearance.) 
 
1 > (If speaking to right person, continue at INTRO4) 
2 > (If asked to hold and wait for correct person, proceed at INTRO3 when  
  respondent comes to phone) 
3 > (If named person is not available, schedule callback) 
4 > (If named person is no longer at this number, use INTRO2) 
9 > Refused/Hung Up 

INTRO2. Is there another number at which I could reach him/her? (If necessary:  We’re conducting a 
customer satisfaction survey and are trying to contact people who have student loans that 
are currently in deferment or forbearance.) 
 
1 > (Take number)  >>  Thank you and have a good day?  (Contact new number) 
2 > (Refused) >> Thank you and have a good day! 

INTRO3. (When respondent comes to phone)   
Hello, this is [interviewer name] calling from ICT, on behalf of the United States Department of 
Education.  (Continue) 

INTRO4. We’re calling as part of an initiative the Department of Education has undertaken to improve its 
customers’ satisfaction.  Do you have any student loans borrowed directly from the federal 
government – a William D. Ford Direct Student Loan - that you are currently paying back 
1 Yes >> (Continue at INTRO5) 
2 No >> Thank you for your time today!  Good bye. 

INTRO5.  Have you applied for a deferment or forbearance in the past year? 
1 Yes >> (Continue) 
2 No >> Thank you for your time today!  Good bye. 

INTRO6. The Department Of Education is conducting this survey with customers such as you to measure 
satisfaction with its products and services.  I’d like to take some time now to go through this 
survey with you.  This interview is authorized by Office of Management and Budget Control No. 
_________.  Your comments will, of course, remain strictly confidential. Is now a good time for us 
to speak? 
(If Client asks how long the interview will take, respond with the following:) 
The discussion will take about 8-10 minutes depending on your opinions.  Is this a good time? 
1 Yes (Continue with Next Question) 
2 No (Can we schedule a time that is more convenient for you?) 
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Prior Expectations (Do not read) 

For purposes of this survey, please consider only those student loans that are Direct Loans from the federal 
government.  These are the loans that you are repaying directly to the federal government as opposed to some third 
party such as FFEL loans you’d pay to Sallie Mae.  It does not include loans that have defaulted.  
 
Let’s start out by thinking back to the time before you applied to have your Direct Loans deferred or placed into 
forbearance.  Think about what your EXPECTATIONS were for the process you had to go through to get your loans 
deferred or placed into forbearance.  
 

Q1. Using a rating on a 10 point scale on which "1" means your expectations were "not very high" and "10" 
means your expectations were "very high",  how would you rate your prior expectations of the 
deferment/forbearance process? 
 
[RECORD RATING 1-10] 
98 Don't know 
99 Refused 

Application Process (Do not read) 

Now think about the application process for placing your loan into deferment or forbearance. On a scale of 1 to 10, 
where “1” means “poor” and “10” means “excellent”, how would you rate…                  

Q1. The simplicity of application (i.e., to place a loan into deferment or forbearance) 

Q2. Amount of supporting documentation required   

Professionalism of SFA Staff (Do not read) 

Let’s now consider the professionalism of the staff at the Department of Education. On a scale of 1 to 10, where “1” 
means “poor” and “10” means “excellent”, how would you rate… 

Q3. The willingness of department personnel to help you 

Q4. Their understandings of your needs 

Q5. The friendliness of department personnel 

Deferment/Forbearance Options (Do not read) 

Now think about the Deferment/Forbearance options you had.  On a scale of 1 to 10, where “1” means “poor” and 
“10” means “excellent”, how would you rate… 

Q6. The availability of options that met your needs 

Q7. The fairness of terms for deferment or forbearance of loans 

Overall Quality (Do not read) 

Q8. Using a 10-point scale, on which  "1" means "not very high" and "10" means "very high," how would you 
rate the overall quality of the process for getting your Direct Loans deferred or placed into forbearance? 
 
 
[RECORD RATING 1-10] 
 
98 Don't know 
99 Refused 
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ACSI Benchmark Questions (Do not read) 

Q9. Using a 10-point scale on which “1” means “very dissatisfied” and 10 means “very satisfied”, how satisfied 
are you with placing your Direct Loans into deferment or forbearance? [RECORD RATING 1-10] 

Q10. Using a 10-point scale on which "1" now means "falls short of your expectations" and "10" means "exceeds 
your expectations," to what extent has placing your Direct Loans into deferment or forbearance fallen short 
of or exceeded your expectations? [RECORD RATING 1-10] 

Q11. Imagine what an ideal process would be like for placing your Direct Loans into deferment or forbearance.  
(INTERVIEWER PAUSE)  How well do you think the current process compares with that ideal process 
you just imagined?  Please use a 10-point scale on which "1" means "not at all close to the ideal," and "10" 
means "very close to the ideal." [RECORD RATING 1-10] 

Outcome Measures (Do not read) 

 
Q12. Have you ever complained to the Department of Education about any aspect of your loans in deferment or 

forbearance? 
 
1 Yes 
2 No 
9 Refused 

Q13. Using a scale of 1 to 10 where “1” means “not at all confident” and “10” means “completely confident”, 
how confident are you that the Department of Education is accurately servicing your loan for you? (If 
necessary:  “By servicing your loan we mean activities involved with maintaining contact between 
you and the government, including such things as processing payments, maintaining proper account 
information, and providing other information to you about such things as taxes and interest rate 
changes.”) 
 
[RECORD RATING 1-10] 
 
98 Don't know 
99 Refused 

Q14. Finally, using the same 1-to-10 scale, how likely would you be to recommend the deferment or forbearance 
options to others that might have a need for them? 
 
[RECORD RATING 1-10] 
 
98 Don't know 
99 Refused 

Closing    (Do not read)    

Q15. (If Response to Q9 is “5” or less OR if the response to Q14 is “5” or less, ask the following open-
ended question; else skip) 
In your own words, what could the Department of Education do to make the deferment and forbearance 
process better?  
_____________________________________________________________________________________
_____________________________________________________________________________________
_____________________________________________________________________________________ 

 

That’s all the questions I had for you.  Thank you for your time, and have a good day. 

 


